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Today, perhaps morethan ever, declining resources and budget reductionsarerequiring
businessesto seek innovative sol utionsto organi zationa and productivity issues. Oneof the
best waysto meet today’ s challengesisto support “ creativity” by encouraging thosewho
know thework best, to think about alternative ways of responding to unmet expectations
and needs. Sometimesjust asking aquestion, isagood beginning. For example, “Isthis
service continuing to meet our customer’sneeds?|sthereasmpler, lesscostly, but better
way to provideit?’ Encouraging employeesto consider aternatives, providing asafe
environment for risk-taking, and encouraging creativethinking, areimportant aspects of
discovering new solutionsthat can reduce processing time and deliver improved products
and services.

Inthisnewd etter, we will explorewaysour organization has been moving aong thepathto
performanceimprovement. You will have an opportunity to read Will’s* Lessonsfromthe
Successful andtheAbsurd.” Gary Millswill tell about hiswork unit’sstrategiesfor delivering
moreefficient and effective serviceddivery. And we' |l provideyou avariety of articlesand
shareinformation about training opportunitiesthat can personaly help you contributeto a
more creativeworkplace.

Where Does Innovation Come From?

Lessons from the Successful and the Absurd
By Will Rice

Public and private organizationsareincreasingly recognizing that human cregtivity isacritica
sourceof sustainableimprovement. The process of improving, learning, and recreating is
essentia for thosewho want to remain uncommonly successful.

The Department of Revenue hasearned anational reputation asan agency willingtoinnovate
and improve. Countlessquality teamshave repeatedly found waysto make aprocessfaster
that used to bedow, to improve aservice, to take the drudgery out of something, or to
figure out away to save money and useresources morewisaly. We' ve successfully
harnessed complicated technology to makelife better, both for ourselvesas Revenue
employeesand for taxpayers.

Aswelook to thefuture, how can we make sureweremain uncommonly successful? The
chalengesinfront of usareclear aswefaceincreas ng expectationsand diminishing
resources. What must wedo if wewant to remain aperennia “four-star” agency?
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The voyage of

discovery is not
in seeking new
landscapes but
in having new
eyes.

- Marecel
Proust

Lessons continued from pg. 1...

Much hasbeen said about the need to
think “ outsidethebox.” That soundsfine,
asfar asit goes. But | am somewhat
skeptical of that phrase because out-of -
the-box” thinking aloneisnot sufficient,
and it certainly doesn’t guarantee success.

Takethisexample...

Who sayscarshaveto havefour wheels?
Not Milton Reeves. In 1911, heinvented
the“Octo-Auto,” acar with eight wheels.
Why?Hebelieved thereasontherideona
train was so smooth wasbecausetrains
had so many wheels. How did hisinvention
fare? Accordingtotheera scar critics, the
extrafour wheelsmadethecar vibratelike
ajackhammer at high speeds, and hard to
turn even at dow speeds. Hisinvention
never madeit onto the showroom floor.

Milton Reeveswasan “ out-of -the-box”
thinker. But therewerefatal flawsinhis
reasoning. Somehow he overlooked the
fact that trainsrideon smoothrails. And
theroadsonwhich hewastesting his
vehiclein 1911 moreclosely resembled
horse pathsthan engineered railroad beds.

So where does successful innovation come
from?1’mmoreimpressed withthe
experienceof Bill Bowerman, therunning
coachfromthe University of Oregon. Bill

wasafierce competitor and wasaways
dreaming up waysto captureacompetitive
advantage. Hecdculated that if you could
shaveoneouncefromapair of running shoes,
over thecourse of aone-milerace, arunner
would belifting two hundred fewer pounds.

Bill didn’t know much about sportsapparel or
running shoes. But he knew how to cook.
Onemorning while making waffles, hegot an
idea: air pockets. Could you make ashoethat
combined lightweight with strength by copying
waffles? Hewas so inspired heended up
pouring synthetic rubber over hiswaffleironto
test the concept.

Bill Bowerman took hisideaand founded the
Blue Ribbon Sports Company. In 1972, the
company changeditsnameto Nike.

Not al ideasare created equal . Both Milton
Reevesand Bill Bowerman were* out-of-the-
box” thinkers. But in putting their ideasto the
test, one proved to be much morefarsighted
and sound than the other.

So what doesarevenue-collecting agency
need to do to encourage successful
innovation? First, we need to be securethat
our vision and goals chart the coursefor
wherewewant to be. With clear vision, we
can afford to belesspreoccupied with all the
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We have

three choices:

Wwe can
innovate,
imitate or
hibernate.

- Marilyn
Shoeman
Dow

How to Create Your Own Kitty Hawk
Lessons in Invention from Two Average Guys

http://www.betterworkpl acenow.com/wrightbros.html

By Tom Terez

“ Daddy, you be Wilbur, I’ll be Orville.
Let's pretend we' re playing in our bike
shop.”

Theevening before, my wifehad tuckedin
our 4-year-old daughter by reading her a
book about flying. Thestory must have
filled her dreamsthat night, because bright
and early the next morning, shewanted to
role play. For an hour, welabored away in
our imaginary workshop, cobbling together
aflying machineout of paper, streamers,
chairs, and sofacushions.

That wasayear ago, and at our daughter’s
request, I’ ve had other rolessincethen—
Mufasafrom TheLionKing, Winniethe
Pooh, Elvis, and afew others, none of
which I’ll performin public. But moreoften
than not, I’ ve been Wilbur and shehas
been Orville. Andtothisday, shecan't
hear enough about that bicycle shop and
their trial runsand that triumphant 12-
second flight on December 17, 1903.

Shehastinkered with paper, folding it
every whichway andtossing it out the
upstairswindow. She hastaped strips of

lessonsfor all of us—lessonsthat wecan
apply right now in our workplaces.

Wilbur and Orvillewereaverageguysfrom
Dayton, Ohio. They owned abicyclebusi-
ness, but they found themsealvesthinking more
about wingsthan wheels. (Lesson#1—Have
avision.) Soin 1899, they wroteto the
Smithsonian Ingtitution and gathered every-
thing they could find about early effortstofly.
(Lesson#2—Do your front-end homework.)

They combed through every detail, searching
for proven practicesthat would help their
invention get off theground. Other inventors
had a ready demonstrated the aerodynamic
wisdom of gliding, asopposed toflapping,
and theWrightsfollowed their lead. Infact,
they worked all sortsof earlier discoveries
intotheir designs. (Lesson#3—Makethe
most of existing best practices.)

In other cases, factsand dataconvinced the
brothersthat they’ d haveto develop an
entirely new approach—asinthe case of
lateral control. Theprevailing method re-
quired the pilot to shift hisbody left or right to
attempt rolling and banking. Orvilleand

[ anm—

)

bal sawood and flung them hopefully
acrosstheroom. Shehaseven madeflying
contraptionsout of clay, whichiswhy we
have adeluxevacuum cleaner. Sheis
positively obsessed withinvention.

Alongtheway, I’ velearned al about the

Wilbur knew they’ d haveto find abetter way.
(Lesson#4—If thefactstell youto go against
thegrain,doit.)

Thentherea work began. They analyzed
what it would taketo get airborne, andinthe
process, they pinpointed four problemsthat

Wright brothers. It' safascinating story with  had to be solved: lift, control, power, and
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L essons continued from pg. 2

traditiona wayswe' ve gone about
conducting our businessinthepast.

Second, we can't beafraid of new ideas.
We need to promoteacultureinwhich
thereisawillingnessto challengeour
conventions, and onethat cultivatesnew
ideas. Thevaueof anew ideaisnot
awaysinstantly obvious. Asthe Chinese
Taoist philosopher Lao Tzu observed,
“Toseethingsinthe seed, that isgenius.”

Of coursenot every new ideawill
produce abreakthrough. Someideas
produce carswith eight wheels. Just as
we need to cultivate new ideas, we need
totoleratethedia og that will help us
separatethe eight-wheeled carsfromthe
revolutionary running shoes.

Findly, westandto gain by applyingthe
disciplineof thescientific method: forming

our
hypotheses,
testingthem,
andlearning
fromour
results.
Wherewe
findpromise
and success,
celebrate, and
expandit.
When aresult doesn't liveupto our
expectations, learn fromit and try something
elseoffering greater promise.

WE reliving andworking inchalenging times.
Inthe challenge, isthe opportunity to harness
our best thinking and find new waysto be
uncommonly successful. Asnovelist Arthur

K oestler noted, “ The principle mark of genius
isnot perfection but originality, the opening of
new frontiers.”

Kitty Hawk continued from pg. 3...

learning how tofly. (Lesson#5—Divide
big challengesinto smdler chalenges, and
takethemononeat atime.)

They built model after model, starting
withkite-likeglidersso they could test
theirideasonlift and control. (Lesson
#6—Experiment, experiment, experi-
ment.) Thesegliderskept getting bigger
asthey fine-tuned their invention, and
beforelong, they needed more space.
Weall know wherethey went: Kitty
Hawk, North Carolina, where the Outer
Banksoffered perfect flying conditions.

Imaginetelling your colleaguesand family
that you' regoing to haul your big kitetoa
windy beach so you canwork out the
kinks. Oh, and by theway, thebeachis

500 milesfrom home. (L esson #7—Do what-
ever it takesto achieveyour vision. Ignorethe

naysayers)

Eachtest flight provided awedth of informa-
tion, and the brothers methodically made
improvementsto their design. (Lesson#8—
Great creationsresult frommany small cre-
ations.) Andin July 1901, thetethered glider
was big enough and safe enough for abrave
rider. Wilbur held on, everyone e sepulled, and
the glider soared acrossthe sand. (Lesson
#9—Sometimesit just takesguts.)

Plenty of work still needed to be done—not the
least of whichwasthislittle problem of power.
Therewasnone. Gasolineenginesat that time
weretoo heavy to carry theplaneand a

...continued on pg. 5



Kitty Hawk continued from pg. 4...

person. So theWright brothersturned to
CharlesTaylor, amechanic extraordinaire
who worked inthebicycle shop. Taylor
led theeffort to build alight-enough gas
engine. (Lesson#10—Capitdizeonal that
nearby know-how:.)

On September 23, 1903, Wilbur and
Orvilleleft Dayton and headed once again
for the Outer Banks—bringing along their
precious cargo, the*whopper flying
machine,” asWilbur calledit. They spent
that autumn usingtheglider versonto
sharpentheir flying skills. (Lesson #11—
Takethetimeto be prepared.)

Thenwinter came, andthey felt thetime
wasright for their maidenflight. They tried
on December 14, but weak windsand an
overeager tug ontheelevator caused the
“Wright Flyer” to hit the sand. Wegther
conditions prevented attemptsthe next two
days, but December 17 seemed accept-
able. Just four yearsafter writingtothe
Smithsonian, Orvilleclimbed ontothe
bottom wing, eased himsdlf into position,
and pulled thereleasewire. Therestis
higtory.

Thefamousphoto of that first flightisa
gory initsdf. Orvilleand Wilbur felt so
prepared, so optimigtic, that they had a
cameraready and waiting. (L esson #12—
At themoment of truth, throttle up your
optimism.) Anassistant had ingtructionsto
releasethe shutter just asthe Flyer dipped
thebondsof itslaunchtrack.

Inthe photo, Wilbur isstanding onthe
sand, hunched forward, watching the

Imagination is
intelligence having
fun.

- Anonymous

airplanetake off—not unlikethe proud yet
anxious parent who hasjust let go of achild’'s
two-wheeler. Look closdly at thesand and
you can seehisfootprints. They’ re spaced far
gpart. Heran alongside hiscreation whileit
took flight.

Few of uswill ever makethe history books
likeWilbur and OrvilleWright. But wecanall
beinventorsin our workplaces, applyingthe
samelessonsand achieving our own soaring
results.

Beyond ashadow of adoubt, | know one
person who has her heart set onit: my daugh-
ter.
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No great
discovery was
ever made
without a bold
guess. Isaac
Newton.

Department of Revenue's Telephone Information Center

Performancel mprovement

By Gary Mills

The Problem

The Department of Revenue' sTelephone Information Center (T1C) hasaperformance
measureto answer 80 percent of al incoming calsintwo minutesor less. The Telephone
Information Center isbusy throughout theyear, but January presentsspecia challenges. Itis
traditionally the busiest month for the TIC because annual, quarterly, and monthly excisetax
returnsareall due. Itisalso thetimewhen the center receivescallsfromtaxpayersinquiring
about the usetax specia notice mailed to 30,000 businesses. How, wewondered, would
wemeet our performancegod ?

The Solution
Toreach our goa and ensure customer satisfaction, weanalyzed our staffing levelsand
determined how to best useAgency personnel.

« Wetook advantage of new retirement regul ationsthat alowed usto scheduleintermit-
tent employeesto work more hours, especialy at the end of themonthwhen callsare
traditiondly heavier.

*  Weborrowed four employeesfrom Taxpayer Account Administration (TAA) for part of
themonth.

*  Weshifted some*routing’” work functions, such asaddress changes, to support staff.

«  Wecancelled our hour-long weekly sectiona
meetings during the month of January sotele-
phoneswould not haveto be shut down during

thet ime. TIC staff answered
»  Weasked our section’ssupervisorsand leadsto 24,066 in the month
set asidetheir regular dutiesand place highest of January.

priority onanswering calls.

*  Wecreated an automated “no tax due’ number
for taxpayerscaling to report that they did not
owe usetax.

« Werewroteour usetax specia noticeto emphasize calling the automated “ no tax due”
number if no tax was owed.

*  Wehadamanager or aspeciaist from the Taxpayer Information and Education (TI& E)
section complete callbacks so T1C supervisorscould handlemorecalls.

*  Werecruited employeesfromthe T1& E section to help out on thelast day of themonth
whenthecall total reached 1,900.



Innovationisaiveandwell at the
Department of Revenue. Just ook at the
learning opportunitiesbeing provided by
the“Shadow”! Thisbusy fellow can
introduce you to peoplewho can helpyou
improveyour servicesor think about
working relationshipsin new ways.

Onerecent participant, Diane Gibbs, used
the experienceto learn more about
Unclaimed Property processes. The
information Dianegathered will beusedto
provideingght and understanding for
testing anew application. “Each person”
shesad, “gavemean overview of their
piece of the puzzle, demonstrated thework
and answered my questions.” The
shadowing assgnment also gave her “first-

hand knowledge of their current work
processes, system glitches, work flow, aswell
assomeof their expectationsfor thenew
system.”

If you haven't already taken alook at thelist
of available mini job rotations, take apeek
NOW.

Pleasenote: If you'reinterestedin
participating in aShadowing assgnment,
contact theAdminigtrativeAss stant of the
hosting divison beforeregisteringfor a
Shadowing opportunity. Your conversation
withtheAdminigrativeAss stant givesyouan
opportunity to better coordinatethe
Shadowing event.

Tolearn moreabout the avail able shadowing
opportunities, click here: http://dino/dorhome/
Executive/Qudity _Improvement/Shadowing/
shadowing_assgnments_homepage. htm

Department of Revenue Quality Improvements Statistics:

The Department of Revenue haslong had acommitment to Quality Improvement efforts.
Look at our accomplishmentsfrom July of 1997 to the present!

Total Department of Revenue savingssince July 1997:

Dollars Saved $1,029,950
FTE Hours Saved 137,780
Revenue Generated $34,173,472
Savings to Others $4,236,258

Department of Revenue savingsfrom October —December 2002:

Dollars Saved $74,388
FTE Hours Saved 772
Revenue Generated 1,050,000
Savings to Others $0

T1C continued from pg. 6 ...

The Result

Wemet our goal! During January 2003,
morethan 24,000 callswere answered.
Thiswasthehighest number of callsever
takeninasinglemonth. Of thosecalls,
82.5 percent were answered intwo
minutesor less.

Not only did we exceed our goal, but wedid
itin such away that everyone benefited.
Taxpayerscalswereansweredinatimely
manner; thetelephone agentswereless
stressed, and the support from othersinthe
Agency strengthened interdivisional coopera
tion. Now that’s success!
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Creativity can
solve almost any
problem. The
creative act, the
defeat of habit
by originality
OvVercomes
everything.

- George Lois.

Supervisor Learning Forums

Supervisors, haveyou attended one of Listen to some of the commentsfrom your
the Supervisor Academy Learning peersand what they havelearned about the
Forums? If not, thismay bethetimeto  importanceof:
jointwo small-group sessionsthat can ¢ “keeping apositiveattitudeand recognizing
enhanceyour effectivenessasa (that) | havetheability to choose my
supervisor. atitude’.
¢ “giving staff theopportunity totry things
¢ May 22,2003—Sustaininga that may not work, but that thereaction to
Motivated Workforce! the outcome, good or bad, be supportive
¢ August 21, 2003 —Creativity and and encouraging.”
Innovation ¢ “communicationonadaily basisand
making sure (staff) know what is
Thefacilitatorsfor these sessonsareWill, expected and that they are supported”.
Ral ph and Wendy. Thosewho have Join oneof the sessionsby registering through
previoudy attended the Forumshave ATRS: http://dorprodapps/
expressed appreciation for theability of TrainingSystem/

these pandliststo rejuvenatethemand
identify waysto create apositivework
environment.

Lessons from Innovative Companies
By MarciaZidle

What doinnovative companieslike 3M, Polaroid and Walt Disney havein common? Are
creativity and innovation the samething? How do managersand team leaderscultivate and
harvest innovationintheir organizations? For the answersto these questions, click onthe
link bel ow:

http://Mmww.powerpoi nters.com/printarticle.asp?articleid=472

A Creativity and Innovation Website:

To learn about an organization that promotes creation and I nnovation, check out :
http:/Avww.amcreati vityassoc.org/pages/about¥e20us. html
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